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This study introduces a new model of organizational trust, accompanied by a new 
measuring instrument - Organizational trust Questionnaire (the OTQ), developed by 
Chadwick (1998; 2002). The OTQ was initially developed for assessment of individual's 
intention to trust in law enforcement agencies, this research tests the validity and the 
applicability of this instrument to studying civilian organizations. The survey was distributed 
to the Ames Tribune daily newspaper along with another instrument - the Intention to Trust 
Survey (Clark & Payne, 1997). The data analysis have demonstrated significantly high 
correlations (r= 0.705, p < 0.01) between the OTQ and the ITS, showing that the OTQ does 
measure an individual's intention to trust. 
Results also revealed the presence of both, significant similarities and differences in 
perception of some factors in the two organizations. These results do not validate the 
assumption that the OTQ can be applied to a civilian organization. 
1 
INTRODUCTION 
Trust is one of the most important elements of any organization. Although it has been 
conceptualized as a matter of interpersonal communication, it also has a direct effect on the 
outcomes of the entire organization by affecting its ability to adapt to the environment and 
survive (Lewicki & Bunker, 1996; Bachman, 1998; Kramer, 1999; Shockley-Zalabak, 2000). 
Communication research perceives organizations as "open" or "living" systems - systems 
that, in order to maintain their existence, permanently interact with the environment (Scott, 
1967; Weick, 1979; 1995). Katz and Kahn (1978) defined organization as a "social system 
that consists of the patterned activities of a number of individuals" (p.122). Taking into 
account that organizations consist of individuals, the importance of maintaining interpersonal 
communication on a high level becomes crucial. This is especially true in an organizational 
setting that usually requires people developing trusting relationships with strangers who are 
not unconditionally trustworthy, as opposed to the closest relatives and friends (Webb, 1986). 
Darley (1998) states that organizational relationships built on trust result in employees' 
willingness to cooperate and work towards organizational success, while violations of trust 
have a destructive effect on cooperation. 
Absence or low levels of trust often lead to poor interpersonal relationships and 
negative working environment that develop into a poor risk-taking ability and, as a 
consequence, organizational rigidity (Glaser, 1997; Kramer, 1999). A rigid or inflexible state 
is dangerous to the well being of any organization. As with any other living system, 
organizations survive through interactions with the environment (Bertalanffy, 1968; Kuhn, 
1968; Katz & Kahn, 1978). By keeping in touch with the environment, an organization is 
able to keep track of environmental transformations and adequately respond to them. Overall, 
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chances to survive, as well as to succeed, depend directly on how well an organization is able 
to adapt to changes and manage the unexpected (Weick & Sutcliffe, 2001). 
As the moving force behind any organization, people are in charge of organizational 
effectiveness and stability. Cook and Wall (1980) defined trust as "a highly important 
ingredient in the long-term stability of the organization and the wellbeing of its members" (p. 
339). Thus, establishment of trusting relationships between the members of the organization 
becomes the key aspect of organizational development. 
Numerous studies have focused on the three major distributions of trust within 
organizations: interpersonal trust (Cook & Wall, 1980; Mayer, Davis, & Schoorman, 1995), 
trust in management (Butler & Cantrell, 1984; Mishra & Morrissey,1990; Deluga, 1994, 
1995) and trust in the organization (Tan & Tan, 2000). These distributions view trust as an 
interpersonal phenomenon that occurs due to a number of dyadic interactions, which, 
combined, provide information of a trust level on the organizational scale. Chadwick (1998) 
developed a concept of trust existing as a part of organization, as opposed to trust existing 
within organization. This allowed trust to be perceived it as an initial element enabling the 
organization to develop. Chadwick suggests that organizational trust rests on five major 
elements: bosses' messages and behaviors, personal propensity to trust, other organizational 
members' actions, organizational structure, and extra-organizational factors. He also provides 
a measuring instrument that permits evaluation of the status of trust as a part of organization 
- the Organizational Trust Questionnaire (OTQ) (Chadwick, 2001). Various inventories and 
surveys were either initially developed for or partly served this purpose (Interpersonal Trust 
Scale, Rotter, 1967; International Communication Association Audit, International 
Communication Association, 1971-76; Dyadic Trust Scale, Larzelere & Huston, 1980; 
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Relational Communication Scale, Burgoon & Hale, 1984; Organizational Trust Inventory, 
Cummings & Bromiley, 1995). None of these, however, analyzed trust as a complex 
phenomenon composed of several interconnected elements. The uniqueness of the OTQ 
permits a researcher to assess each element of trust and develop a customized approach to 
managing an organization. The OTQ was originally developed for law enforcement 
organizations (LEO) and has not yet been tested on any other type of organizational setting. 
This study attempts to determine whether the instrument created by Chadwick has 
validity with an organization different from a law enforcement organization. To perform this 
test, a local newspaper was selected. Since the two settings represent two divergent forms of 
organizing that employ different traditions of corporate communication and management, 
such comparison will permit for testing whether or not OTQ works for assessment of 
organizations different from law enforcement. 
4 
Rationale 
While people tend to trust unconditionally their family members and friends (Webb, 
1986), organizational settings require them to develop trusting relationships with strangers 
who may not be originally perceived as trustworthy. Researchers argue that the development 
of trust in organizational settings does not require self-disclosure, yet, no trust can be 
developed without such elements as initial willingness to communicate and openly discuss 
important issues, the presence of mutual interests and goals (Gambetta, 1988; Shapiro et al., 
1992; Limerick & Cunnington, 1993). 
Organizational trust research indicates that trust between employees and management 
has a positive effect on overall organizational performance and productivity, as it leads to 
staff cooperation and motivation to work towards organizational success (Brann & Foddy, 
1988; Davis et al., 1995; La Porta et al., 1997; Costigan et al., 1998; Darley, 1998; Dirks, 
1999; Mayer & Gavin, 1999; Mayer & Davis 1999). Abrams (2001) states that trust between 
peers helps promote innovations and influences the increase in organizational effectiveness. 
Tyler ( 1994) notes that trust in organizational authority leads to an increase of acceptance of 
organizational procedures and outcomes, which, in return, has a positive influence on conflict 
resolution. High level of trust in organization also positively affects employees' job 
commitment (Rich, 1997; Cullen et al., 2000; Gilliand & Bello, 2002). Braun (1997) found 
that the violation of employees' trust by management results in a decrease of productivity 
and the desire to contribute to the organization. 
Trust also has economic benefits for organization. Reduction of long chains of 
authority in a vertical structure of an organization results in improvement of communication 
and, as a consequence, trust between organizational members. An increased degree of trust 
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leads to significant reduction in costs of organizational transactions (Williamson, 1993; 
Cummings & Brorniley, 1996; Creed & Miles, 1996). 
A large number of studies stress the importance of trust when implementing 
organizational, or adapting to environmental, change. Researchers state that the presence of 
trust allows management to save time otherwise spent in explanations of the reasons behind 
required actions. This, in tum, helps timely and precise task completion (Lewicki & Bunker, 
1996; Glaser, 1997; Bachman, 1998; Kramer, 1999; Shockley-Zalabak, 2000). 
Since research has proven the importance of the outcomes of organizational trust, the 
necessity of studying different aspects of trust in organizations becomes more evident. The 
goal of this work is to introduce and to validate a new instrument that could assist both 
practitioners and theorists in evaluating organizational trust. The results of this work could be 
rewarding in a number of ways. 
As mentioned in the Introduction, the concept behind the OTQ is unique, because it 
enables the development of an individualized approach to managing, restructuring and 
improving an organization through increasing the status of organizational trust as a core 
element of on organization. Outcomes of this instrument will allow management and 
organizational leaders to understand better the internal environment of the organization and 
help focus on any existing problems. Overall, the practical applications of this instrument are 
to help managers search for efficient ways to improve organizational outcomes through the 
modification of their organization's structure, internal environment and general expectations 
and behaviors of employees. Until now, however, the applications of the OTQ were limited 
to the assessment of the LEOs, so the effectiveness of the instrument outside of the 
paramilitary organization is not yet known. 
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This research applies the OTQ to an organization that demonstrates different 
communication traditions and original outlook on trust issues than LEO. This should clarify 
the value of this instrument when applied to a civilian organization. Since better 
understanding of applicability of this instrument is necessary, both positive and negative 
results are considered equally valuable, in evaluating the applicability of this questionnaire. 
Validation of this questionnaire and the concept behind it will also benefit the 
academy by adding an applicable instrument to the existing body of research. This will 
expand the library of available approaches to studying organizational communication and, 
specifically, organizational trust. This allows for further clarification of a number of aspects 
of organizational communication, including the effects of organizational structure on the 
level of internal trust or influence of personal predispositions on organizational trust. 
The current model views trust as a part of an organization that is influenced not only 
by the interpersonal relationships between the individuals in the organization, but also by the 
elements of the organizational structure and external factors that affect individuals outside of 
their work. Analysis of the organization through a variety of factors rather than through a 
number of interpersonal relationships between individuals within a business setting, permits 
for studying the dynamics of trust development between structural elements of organization -
teams, divisions and departments. Such capabilities of the OTQ as an assessment tool would 
benefit practitioners as well as theorists: application of the instrument would help in 
constructing an objective overview of the organization taking into account the organizational 
specifics and their effects on organizational trust. Knowing the details would permit for 
development of strategies that would aim at particular problems. Such approach to resolving 
organizational problems would save time and minimize the stress of searching for the 
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problem. Due to the fact that earlier models of organizational trust and instruments were not 
intended for such in-depth studies, an objective assessment of the value of the OTQ would 
prove beneficial for scholars and practitioners of organizational communication. 
Another benefit of this research is the information obtained on the issues of trust in 
organizations that were looked at. As a number of studies were conducted on this matter for 
the law enforcement organization, the importance of trust for the newspaper organization was 
not previously studied. The studies on trust and newspapers generally show the trust in 
media, yet, trust within newspaper organizations was not yet studied. Therefore, this research 
will contribute to the body of research in both, trust and media studies. 
8 
LITERATURE REVIEW 
Concepts of Trust in Contemporary Research 
Contemporary studies of trust issues demonstrate that in of spite the fact that 
researchers agree upon the major benefits and values of trusting relationships in 
organizational settings, they encounter major difficulties in developing a cohesive concept of 
trust that fulfills the needs of various dimensions of organizational research. Conceptualized 
as a psychological matter, trust has been perceived as an attribute of a dyadic interaction in 
which the vulnerability of one party depends directly on the goodwill of the other. 
Definitions of trust created by the supporters of this concept widely used the words "risk" 
and "vulnerability" to explain the essence of the matter (Giffin 1967;Mayer et al., 1995; 
Whitener et al., 1998). Williamson (1993), to the contrary, insists upon distinguishing 
between the terms "risk" and "trust" that in his opinion are not interchangeable due to the 
fact that trusting behavior does not involve calculations of possible profit and loss that are 
used in risk-taking. 
Zand (1972) defines trust as "actions which increase one's vulnerability to another 
whose behavior is not under one's control in a situation in which the penalty one suffers, if 
the other abuses that vulnerability, is greater than the benefit one gains if the other does not 
abuse that vulnerability" (p.230). Wheeless and Grotz (1977) describe trust as a "process of 
holding certain relevant, favorable perceptions of another person which engender certain 
types of dependent behavior in a risky situation where the expected outcomes that are 
dependent upon that other person(s) are not known with certainty" (p.251). These definitions 
interpret trust as a risk-taking behavior that is used by one party for escaping from some 
unfavorable situation that the party found itself in. In this case, the vulnerability of the party 
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is emphasized by the inevitability of trusting, and an increased dependency between the 
trusting and trusted parties as a consequence (Mishra, 1996; Whiterer et al., 1998). Thus, 
although trusting behavior implies a certain degree of risk-taking, it retains other properties 
that suggest a presence of mutual dependency rather than distinctly empowered and 
vulnerable positions in the relationships (Tyler·& Kramer, 1996; Kramer, 1999, Mollering, 
2001). 
A significant number of studies have conceptualized trust as a cognitive process. It is 
approached as a set of expectations that people possess about each other and the 
environment. Rotter (1971) defines trust as "an expectancy held by an individual or a group 
that the word, promise, verbal or written statement of another individual or group can be 
relied on" (p.444). Such interpretation of trust also limits the subject to the needy-obligatory 
course of relationships that does not reflect the entire multidimensional nature of trust. 
Current organizational research operates from one of the two concepts of trust: 
rational and relational (Table 2.1). The rational perspective, derived from sociology and 
political studies, is based upon understanding of trust as a behavioral choice and suggests that 
involvement in trusting relationships is a matter of rational selection of an appropriate action 
among a possible variety of such (Axelrod, 1984; Coleman, 1990; Hardin, 1991). According 
to this approach, along with personal interests, individuals understand the needs and requests 
of the other party and work toward balancing them to achieve a solution that benefits both 
sides. Burt and Knez (1996) describe it as "anticipated cooperation" (p.70). Therefore, the 
process of negotiation is essential for this matter. Researchers also suggest that trusting 
relationships can be developed when both parties have mutual interests of being trustworthy. 
10 
Proponents of the relational view argue that the rational approach places trust among 
ordinary commercial interactions between supplier and consumer while other attributes of 
trust as a social phenomenon are left unobserved (Tyler & Kramer, 1996). This group of 
studies suggests that trust exceeds the limits of calculated mutual profit-related interests and 
according behavior. Although relational theorists agree that, in a business setting, trust still 
possesses certain calculative characteristics, it becomes institutionalized with mutual interest 
in long-term cooperation or social responsibilities. Crasswell (1992) states that non-
calculative trust can be described as a motivation for a voluntary exposure to risk, as opposed 
to trust that is conditioned by a possibility of a loss. 
Researchers define trust in a variety of ways. First, it is an outcome of personal or 
group confidence of non-harmful intentions and decency of the other party (Gambetta, 1988). 
Second, it is an expectation of a positive consequence of the cooperation (Hosmer, 1995). 
Thus, it is a result of a combination of cognitive, emotional and behavioral states within a 
certain sociological environment (Lewis & Weigert, 1985), and also a requirement for 
establishment of any social relationships and a prerequisite for conflict resolution (Kipnis, 
1996). Finally, Cummings and Bromiley (1996) define trust as an "individual's or common 
belief among a group of individuals that another individual or group (a) makes good-faith 
efforts to behave in accordance with any commitments both explicit and implicit, (b) is 
honest in whatever negotiations preceded such commitments, and (c) does not take excessive 








































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Contemporary research on organizational trust views the existence of trusting 
relationships between the members of organization among the most influential factors that 
affect organizational outcomes. Theorists also agree that modem organizations require a 
certain degree of trust be initially embedded in them. Thus, trust can no longer be perceived 
as a pure interpersonal phenomenon and has to be studied as a complex issue that is 
combined with -- and influenced by-- a number of factors (Bromiley & Cummings, 1992; 
Sheppard & Tuchinsky, 1996; Meyerson et al., 1996). Strictly following either the rational or 
relational perspectives allows for the study of only particular aspects of trust, thus, setting 
limits for observing trust in its complexity. Fir this reason, some researchers view trust as a 
combination of the two concepts (Lane, 1998; Sydow, 1998). 
Chadwick (1998) argues that trust is so multidimensional in its attributes that it 
cannot be classified as solely rational or relational. His definition is used to explain the 
meaning of organizational trust in this paper: 
"Trust is the individual's belief that another organizational member will act in a 
consistent manner, appropriate with regard to the parameters of the situation, the parameters 
of the organizational structure, and in a cooperative, or at least not harmful, way such that the 
individual would consider not cooperating with other members to be inappropriate" (p.16). 
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Measuring Organizational Trust 
Organizational trust has been measured by various studies since the early 1960s. 
Thus, a number of measuring instruments were developed for this purpose. Viewing trust as 
an interpersonal phenomenon, researchers concentrated on two basic dimensions of the 
subject: trust in specific others (Chun & Campbell, 1974; Wheeless & Grotz, 1977; Lazerele 
& Huston, 1980; Jonson-George & Swap, 1982) and trust in generalized others (Rotter, 1967; 
Wrightsman, 1974; Butler, 1991). While evaluation of trust toward specific others is focused 
on interactions with particular communication partners, trust in generalized others is 
perceived as a personality trait revealing an ability to trust others. Both perspectives are 
based on individual's expectations of another party's behaviors, where the expectations are 
built upon a person's previous experiences with trust (Couch, Adams & Jones, 1996; 1997). 
Trust in specific others is generally knowledge-based, as it is a result of another 
party's actions that have proven reliable and trustworthy'. Trust in generalized others is a 
result of an individual's overall experience with trust accumulated throughout one's lifetime2 . 
These questionnaires, applied to measuring organizational trust toward specific or 
generalized others, concentrate solely on trusting relationships between organizational 
members and their predispositions to trust. 
1 Instruments, measuring trust is specific others are Interpersonal Trust Scale (Chun & Campbell, 1974), 
Individualized Trust Scale (Wheeless & Grotz, 1977), Interpersonal Trust at Work (Cook & Wall, 1980), 
Dyadic Trust Scale (Lazerele & Huston, 1980), Specific Interpersonal Trust (Johnson-George & Swap, 1982), 
Interpersonal/ Organizational Trust Survey (De Furia, 1999). 
2 Instruments, measuring trust in generalized others are Philosophies of Human Nature (Wrightsman, 1974), 
Interpersonal Trust Scale (Rotter, 1967), Condition of Trust Inventory (Butler, 1991). 
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Some instruments that measure trust in organization, however, were not intended 
exclusively for measuring trust3. They include items asking about trust in the body of 
instruments. These questions usually serve as supporting elements that contribute to the 
wholeness of the analysis: as these instruments measure organizational climate, their trust 
items are generally oriented toward interpersonal trust between members of the organization, 
thus, they tend to overlook the multidimensional nature of trust. 
As a brief overview of a variety of organizational trust measuring instruments (Table 
2.2) has shown, most of the instruments created before 1990 tend to view organizational trust 
as a one-dimensional phenomenon and focus on trust as interpersonal matter that exists as a 
result of interactions between organizational members. Such a perception decreases the true 
value of trust as an influential organizational element generated by the interactions among 
multiple factors. Interpersonal exchanges between the members of the organization are 
included in the influential factors; yet, they shall not be considered the only factor that affects 
the status of organizational trust. Therefore, it is not relevant or helpful to apply these 
instruments to studying trust as a part of organization. 
3 General questionnaires applied to assessment of organizations are Organizational Climate Description 
Questionnaire (Halpin & Croft, 1963), International Communication Association Audit (International 
Communication Association, 1971-76), Psychological Climate Questionnaire (Jones & James, 1979) and 




































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Another type of organizational trust assessment is based on models that present trust 
as a combination of interconnected elements4• These surveys are the more recent. They 
reflect a development of a perception of organizational trust through both trust in specific and 
generalized others as important components of trust in an organizational setting. They 
suggest that people come to an organization with a certain predisposition to trust that they 
have developed over time. They, therefore, have an opportunity to the observe behavior of 
other organizational members. These models measure trust in both, specific and generalized 
others. This helps construct an objective image of status of trust in organization. · 
Most recent instruments view trust through a combination of various factors that 
influence development of trust in an organization that are determined by the initial model of 
research. Thus, the Conditions of Trust Inventory (Butler, 1991) concentrates on 
measurements of the trust level between employer and employee. The Organizational Trust 
Inventory (Cummings & Bromiley, 1996) measures the status of trust in an organization 
through evaluation of levels of trust that exist between various organizational units -
departments, divisions and teams. Interpersonal/OrganizationaLTrust Inventory (De Furia, 
1999) is used as a self- and organizational assessment tool for determining employees' 
opinions about the level of trust in the organization. The Organizational Trust Survey 
(Shokley-Zalabak et al., 2000) measures effects of trust on organizational effectiveness and 
the level of job satisfaction among employees. These instruments focus on whether the 
4 Instruments that assess organizational trust as a multidimensional phenomenon are Organizational Trust 
Inventory (Cummings and Bromiley, 1995), Intention to Trust Survey (Clark & Payne, 1997), Interpersonal/ 
Organizational Trust Survey (De Furia, 1999), Organizational Trust Survey (Shokley-Zalabak, Ellis & Cesaria, 
2000), Organizational Trust Questionnaire (Chadwick, 2002). 
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members of the organization trust each other and how the enactment of their trust affects the 
entire organization. 
Two surveys in this list - the Intention to Trust Survey (ITS) (Clark & Payne, 1997) 
and the Organizational Trust Questionnaire (OTQ) (Chadwick, 2002) - concentrate on a 
different matter. Therefore, they require a more detailed examination. 
Both the ITS and OTQ are based on the assumption that the level of organizational 
trust can be explained and predicted through the organizational members' decisions to trust. 
According to their concept, the decision to trust is influenced by a number of organizational 
and interpersonal factors existing (1) within the organization, (2) among the organizational 
members and (3) within each organizational member's personal and social life. This concept 
allows every influential element within the process of development of organizational trust to 
be traced. Such a detailed approach enables managers or researchers to locate the source of a 
problem on a deeper level. This also allows them to be more precise while solving the 
existing problem. 
Intention to Trust Survey and Organizational Trust Questionnaires 
The Intention to Trust Survey (Clark & Payne, 1997) is aimed at measuring trust 
between employees and employers. The survey rests on an assumption that trust is 
unidirectional. It employs a model that presents trust as a combination of "modality facets" 
and perceived trustees' qualities directed toward a specific "focus group" (trustees). The 
authors argue that the decision to trust is heavily influenced by previous experience with the 
trustees and the trustor's belief in trustees' trustworthiness. Therefore, modality facets 
20 
include a number of behaviors and intentions that are coherent with the trustor's expectations 
toward the trustee: beliefs, feelings and intentions to act. 
The set of parameters by which the trustor evaluates the trustees' behavior is referred 
to as perceived trustee's qualities. These include integrity (the degree of honesty and promise 
fulfillment), competence (knowledge and skills necessary for the job), consistent behavior 
(degree of predictability and discretion of a trust object), loyalty (benevolent motives of the 
trust object), openness (object's approachability and willingness to communicate) and respect 
shown (by the trustee to the trustor. As Clark and Payne have designed the survey in order to 
measure trust in upward communication, between employees and their superiors, the 
superiors are perceived as trustees and represent the "focus group". 
Analysis of the ITS showed that the coordination of these three factors helps examine 
intention to trust on both individual and organizational levels. It, however determined, that 
since some of the questions of the instrument are asked within the context of a particular 
task, the context generally influenced the evaluation given by subjects. Thus, there is a 
necessary distinction that exists between evaluations of job-related and general relationships 
between organizational members and their focus group. 
The Organizational Trust Questionnaire (Chadwick, 2002) is employs a different 
concept of trust. Chadwick (1998; 2002) suggested that organizational trust is a complex 
phenomenon that is influenced by the nine factors: (1) bosses messages and behaviors; (2) 
co-worker's openness; (3) co-worker competence; (4) co-worker character; (5) co-worker's 
messages outside of work; (6) organizational member's propensity to trust: trustee's 
character; (7) organizational member's propensity to trust: trustee's behavior; (8) 
organizational promotions; (9) organizational policies. 
21 
These factors are distributed among five areas of organizational structure and action: 
(1) bosses' messages and behaviors; (2) co-workers' messages and behaviors; (3) individual's 
propensity to trust; (4) co-workers messages and behaviors outside of work; (5) 



























































































































































































































An individual's propensity to trust relies on the assumption that people have an initial 
inclination to trust others. It is based on people's previous experiences and exposure to trust, 
communication skills, amount of know ledge and personal presumptions about the target of 
trust (Webb & Worchel, 1986; Jablin & Krone, 1994). In an organizational setting it is 
generally affected by actions of other organizational members and is adjusted according to 
the organizational environment. There are two types of questions concerning individual's 
propensity to trust in the OTQ: 1) questions related to the trustee's character and 2) questions 
related to the trustee's behavior. Questions of the first group determine the truster's 
willingness to trust other organizational members based on the truster's match with their 
personality traits. Questions of the second group measure a truster's willingness to trust other 
organizational members based on his/her own personality traits and his/her own background. 
Since everybody in an organization has a chance to both act and evaluate others, 
organizational members have an opportunity to exchange information about their own and 
others' behaviors. Such feedback enables them to distinguish between potentially trustworthy 
and untrustworthy peers and adjust their behavior accordingly (Chadwick, 1998, p. 17-18). 
The influence of organizational structure both on an individual's intention to trust and 
on the overall level of trust in the organization has been evaluated by a number of studies. 
Cunningham and McGregor (2000) note the dependency that exists between the job design 
and the level of organizational trust. According to this study, improving the job design helps 
increase the level of trust between the individuals involved in the process. Reed (2001) states 
that firm control over employees through a vertical organizational structure weakens 
organizational trust. Since organizational structure is based on the patterns of information 
transmissions through various communication channels, members of organizations depend on 
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the accuracy and timeliness of the information they receive, as it conditions their future 
actions and behaviors (Whitener et al., 1998; Weick, 1995; Weick & Sutcliffe, 2001). 
Extra-organizational factors are usually not observed through interactions within an 
organization. These factors are important as they are able to influence and modify 
individual's perceptions about trust and characteristics of trustworthiness that can be derived 
from perceptions of gender, race, religion, status, affiliations and other aspects of social life 
that are known to shape individual's personality. 
Bosses' messages and behaviors were separated in a different factor as it was 
determined that employees perceive their peers and superiors differently (Chadwick, 2002). 
Thus, superiors' messages and behaviors became a separate area of structure and action. 
Other organizational members' actions are described through three major factors: 
openness, competence and character. Similar to the ITS model, those factors represent a set 
of parameters that an individual perceives a fellow colleague by, while matching a peer's 
observed behavior with his or her own system of values. 
These areas of influence were proven to be the elements of trust (Chadwick, 2002). 
However, it was not yet confirmed that the collaboration of those factors affects individual's 
decision to trust. 
Intention to Trust Survey (Table 2.3) concentrates on the evaluation of the trustor's 
opinion about trustee's character, the OTQ analyses the organizational and external factors 
and distinguishes between the elements of vertical (management) and horizontal (peers) 
structure of the organization. Involvement of a variety of factors in the analysis presents the 
model as it permits for viewing trust as a part of the organization and for separating it from 
the matters of interpersonal relationships between the organizational members. 
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Considering the influential factors that operate within the areas of organizational 
structure and action, organizational trust is severely affected by the nature of the 
organization. The OTQ was originally developed to measure the status of organizational trust 
in a law enforcement agency; therefore, the factors that appeared in the model were derived 
from the analysis of a particular type of an organization - a paramilitary structure. 
Organizational Structure of a Law Enforcement Agency 
The entire system of law enforcement in America was shaped by the isolated nature 
of early settlements. Having no means other than postal service for expeditious 
communication until the mid-191h century, police establishments did not have an opportunity 
for connecting and creating a common administrative unit for the entire country. Influenced 
by that geographical factor, law enforcement entities were formed by towns and later 
counties that limited their jurisdiction. In the cities and other municipal borders, public safety 
services are carried out by the local police offices. Sheriff's agencies generally perform 
similar duties in non-urban areas. 
Later, higher levels of law enforcement authority were represented by the state police 
and highway patrol. At the national level, the top police institution is the Federal Bureau of 
Investigation (FBI), established in 1908. But it has no authority over any state or local police 
units. The FBI performs as an independent agency on a federal level. Between the elements 
of this system there are other law enforcement organizations that were created for 
implementing certain tasks such as providing security for universities, airports, reservations 
or other locations requiring a police service of their own (Doerner, 2000). 
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Influenced by decentralization and task diversity factors, police units differ by size 
which generally affect the organizational structure of the agency. The larger the organization, 
the more differentiated and expanded vertically and horizontally it is (Hage, Aiken & 
Marrett, 1980). 
Law enforcement agencies adopted a paramilitary ·type of structure, based on a 
system of ranks (Table 2.4) and presence of a direct authoritative power from the top to the 
bottom of the hierarchy. This type of hierarchy implies that each lower rank is supervised by 
an immediate higher title, and is characterized by presence of different degrees of authority 
that grows accordingly to the escalation of ranks. 
Table 2.4 Traditional Police Ranks vs. Alternative Titles 
Traditional Ranks 



















Senior Officer/ Master Patrol Officer 
Public safety officer/ Agent 
Adapted from Swanson, C.R., Territp, L., Taylor, R.W. (2001). Police Administration. 
Structures, processes and behavior. Fifth edition. Prentice Hall, Inc., p.182 
Many LEOs recently have turned to using alternative (civilian) titles (Table 2.4) 
instead of military ranks to indicate the position of an employee in organization. Some 
organizations employ both civil and rank systems for indicating an organizational 
designation with civil titles and a degree of authority with the military rank (Doerner, 2000; 
Swanson et al, 2001). As paramilitary structures, law enforcement agencies have well-
established formal criteria for promotions that allow employees to upgrade their ranks and 
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obtain a new professional title and status within an organization. These are generally based 
on performance, popularity, leadership traits, and the principle of seniority. Some LEOs also 
have certain educational requirements -- advanced degrees are required for the higher-
ranking officers (Whisenand & Ferguson, 1973; Heidingsfield, 1995; Shernock & Dantzker, 
1997). 
Harvey (1996) states that the chains of command and the firm control exercised over 
the employees that are traditional for law enforcement organizations do not fit with the needs 
of modem, rapidly changing society. He emphasizes the importance of adopting new forms 
of organizing (network) with multiple short communication channels assisted by technology 
that would improve management of the information flow. A transformation like this implies 
the presence of higher level of trust as a part of the police organization, which means a 
challenging transition within a system that traditionally has operated on the downward 
communication of authority. 
Organizational policies in law enforcement organizations historically required 
officers of lower ranks to follow commands of the higher-ranking officers. Because 
organizational policies reflect organizational values, formal vertical enforcement of the 
policies on the employees has also influenced officers to carry out their job duties outside of 
the organization in the same manner. From the point of view of organizational structure law 
enforcement agencies were designed to facilitate the performance of the employees and 
increase the quality of offered services (Whisenand & Ferguson, 1973; Alpert & Smith, 
1994; Furman, 1997). 
Doerner & Dantzker (2000) state that many police organizations divide their job 
duties into two major areas: line and staff. Line functions imply the daily duties that identify 
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police activities: patrol divisions, criminal investigation, intelligence, drug impounding. Staff 
functions relate to managerial and clerical activities of the organization and include the work 
of dispatchers, technical services, criminal laboratories and administration (Figure 2.2). 
Figure 2.2 Organizational Structure of a Hypothetical Police Agency 
Chief or Director 
Line I Staff 
I I I 
Operations Bureau Support Bureau Management Bureau 
I I I I I I I Developmental 
Uniformed Plain Technical Administra- Services 
Services Clothes Services tive services 
Services Planning 
Patrol Crime Internal 
Investiga- technicians Affairs Personnel 
Traffic tions 
Crime Training Budget 
Airport Narcotics laboratory 
Personnel 
Canine Vice Records 
Crime 
Dispatch 
The administrative traditions of the police organization make them different from the 
civilian organizations that allow for a higher degree of independence and freedom in decision 
making and carrying out professional duties. Since the Organizational Trust Questionnaire 
was not designed to measure the decision to trust in a civilian organization, the objective of 
this research is to test the instrument on that type of organizational setting. To see if it could 
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be successfully applied, a newspaper company was chosen as a civilian company that had 
both a formal structure and also expected employees to exercise a degree of independence 
and judgment. This choice was made because a newspaper is a complex differentiated 
structure with a hierarchy that represents a non-paramilitary setting with a low level of 
formality in superior-subordinate and peer-to-peer relationships. Based on a review of 
literature (Rankin, 1986; Sohn et al., 1986; Mehra, 1988; Underwood, 1993; Doerner & 
Dantzker, 2000; Swanson et al., 2001; Sylvie & Witherspoon, 2002), the structure of a 
newspaper organization exposed a sufficient number of similarities and differences with the 
police structure (Table 2.5) that provided a solid ground for comparison. 
Differences and similarities between a law enforcement and a newspaper organization 
Both organizations operate under the laws of the state and professional codes of 
ethics as a public source of services and information. The work of a newspaper is conditioned 
by the First Amendment of the Constitution of the United States of America, while 
operations of LEOs are ruled by the laws and regulation of each state separately. Both 
organizations employ a traditional organizational structure with well-defined hierarchy. The 
level of differentiation varies between the organizations, and, mostly, depends on their size 
and objectives. The employees of both LEO and newspaper organization are expected to 
perform their duties with a certain degree of independence and execute sensible judgments in 
a variety of situations. Both organizations serve to prevent violations of the law and human 
rights. On the other hand, the primary mission of the newspaper is to inform. It also educates, 
entertains, persuades and records all the stages of the development and life of the society. 
Other differences between the organizations include the approach to communication between 
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and within the levels of hierarchy, which is more formal in paramilitary organizations than in 
newspapers. Law enforcement organizations also still largely employ a system of ranks, 

























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Organizational Structure of a Newspaper 
Newspapers in America began as independent entities. Only in the 201h century did 
they emerge into what has come to be known as newspaper chains with a single proprietor 
(e.g., W. R. Hearst). This tendency gained momentum in the mid-70s and 80s when mass 
media units started assembling into large corporations that included newspapers, as well as 
radio, TV and cable channels (e.g., ABC --Times Warner). During this period the demand 
for qualified managers in print media dramatically increased (Williams, 1978). 
Willis (1988) states that the newspaper business has a high need for leaders, because 
"with the abundant evidence that the media arena is growing more and more competitive, 
strong newspaper leaders who encompass these attributes are more valuable now than ever 
before" (p.13). Although the inclinations towards centralization became a controversial issue 
in media discussions, advancement in economy and technology has forced media executives 
to combine journalistic duties with carrying out managerial responsibilities (Underwood, 
1993). The transformation of the news-world made changes in organizational structure 
inevitable: the balance between journalistic and financial goals of print media was necessary 
for stability. The issue was discussed at the Associated Press Managing Editors convention in 
Seattle in 1987, where speakers suggested that the newsroom should not "resist to the 
application of new business management practices" (p.24). 
As the result of managerial principles penetrating the news industry, contemporary 
newspaper companies became complex organization that usually includes eight major units: 
editorial, advertising, circulation, production, marketing, promotion, research and 
administration (Rankin 1986; Sohn et al., 1986). Willis (1988) presents organizational 
structure of a newspaper as a cooperation of two main departments: news-editorial and 
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business (p.13) that allows professionals to concentrate solely on their duties. Thus, news-
editorial is in charge of the content of the newspaper, or pure journalism, that is presented by 
the news, editorial, photography and art departments, and the library (or research unit). A 
business department takes care of the marketplace through advertising, circulation, job 
printing and mechanical units. 
The distinctions between the responsibilities of business and content departments 
depend directly on the size of a newspaper: the larger the organization, the more divergent 
are the duties of both parts. Smaller newspapers often have neither the needs nor resources 
for a complex organizational structure. Therefore, responsibilities overlap, and the editor-in-
chief could also be engaged in public relations activities and be responsible for the 
distribution as well (Sohn et al.,1986; Willis, 1988; Underwood, 1993). 
Although differentiation increases proportionally with the size of the organization, the 
model below represents the structure of an average daily newspaper (Figure 2.3). 
As one of the means of public communication, newspapers were among the first 
organizations affected by the technological breakthrough in communication. Adoption of 
computers and, later, the Internet has forced many the newspapers to examine their 
communication structure and create an additional niche in the marketplace of information 
(Brown & Duguid, 2000). New and advanced communication channels allowed newspaper 





































































































































































































































































Moreover, with the assistance of the Internet and the satellite technologies, the matter of a 
physical location of an employee stopped being an obstacle of the way of the information 
transmission. Thus, due to the technological progress, decentralization of the media units and 
newspapers, in particular, became possible. 
Researchers (Lahenius, Immonen & Jarvenpaa, 2001; Sylvie & Witherspoon, 2002) 
find the possibilities of decentralization and employment of new organizational structures, 
such as matrix6 and network7, beneficial to the newspaper business. The benefits of these 
forms of organization allow a decrease in a number of levels of hierarchy, a decrease in 
formality, an increase in the independence of decision-making, use of teams and work-
groups, and a reduction in transaction costs. Research notes, however, that the independence 
of organizational units that is implied in both types of organizing is based solely on trust as 
the moving force behind the superior-subordinate and peer-to-peer relationships (Bromiley & 
Cummings, 1992; Meyerson et al., 1996). 
Although, due to natural human resistance (Kimberly & Quinn, 1984; Weick, 1995), 
a change like that cannot possibly be implemented overnight. Thus, most of the local 
newspapers still use the traditional organizational model. However, the process of adopting 
6 Matrix and network are the most common modern forms of organization developed to fit a system employing 
advanced communication technologies (Sheppard & Tuchinsky, 1996; Podolny & Page, 1998). 
Matrix form of organizing often exists between a stable chief organization and temporary groups and 
regional branches that function within the entire organizational system. The goal of such form is to timely and 
efficiently distribute resources of organization between its parts. As centralized managing of geographically 
distributed complex organizations is elaborate and expensive, matrix enables organizational units to work 
autonomously through coordinating activities with the head office. 
7 The term network refers to type of a business setting that exceeds the limits of one organization. Network is a 
complex structure that can be described as organization of organizations. Generally, a group of organizations, 
brought together by common goals and interests, united in a single system and maintained through formal 
interactions of the sides is known as a network. 
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of the new organizational forms has started and with the further technological developments, 
matrix or network organization will become more viable for the newspapers to adapt to. As 
trust lays in the basis of the new organizational models, it is especially important to examine 
the dynamics of it in traditionally structured newspaper organizations (Demers, 1996; 
Lahenius, Immonen & Jarvenpaa, 2001). 
Research Questions 
The overview of the OTQ model claimed that the nine factors of the model influence 
individual's decision to trust. Due to the existence of another validated instrument of 
measuring decision to trust (Decision to Trust Survey, Clark & Payne, 1997), the first 
hypothesis is: 
Hl: The Organizational Trust Questionnaire measures an individual's decision to 
trust. 
Police and newspaper organizations have sufficient common ground that allows for 
making a comparison between their structural and behavioral practices. The presence of 
similar management strategies and structural elements permits for applying the 
Organizational Trust Questionnaire to assess organizational trust in a newspaper 
organization. Because the OTQ (Chadwick, 2002) was created for measuring organizational 
trust in a law enforcement organization and has never been applied to a civilian organization, 
the second hypothesis is: 
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H2: The Organizational Trust Questionnaire, created for assessment of organizational 
trust in a law enforcement agency, is appropriate for assessment of trust in a civilian 
organization. 
Considering the apparent differences between the two organizations, it is important to 
notice that factors that appeared during the analysis of the police establishment due to the 
paramilitary specifics of this organization, might not be significant in the analysis of a 
newspaper company. Thus, the research question is: 
RQl: When given to a non-LEO, does the OTQ produce the same factor structure as 




In order to determine the statistical significance of the two hypotheses and to answer 
five research questions this study used a number of independent sample t-tests. Frequencies 
for each variable were also conducted in order to group the variables in mutually exhaustive 
categories that correspond to the elements of the initial models the questionnaires are based 
upon. Data analysis was facilitated through SPSS statistical analysis software. 
Two instruments - the Decision to Trust Survey (Appendix A) and the Organizational 
Trust Questionnaire (Appendix B) - were distributed among the employees of a local 
newspaper, the Ames Tribune, in order to collect data. Results of a secondary data analysis 
were used for the comparison between the law enforcement and the newspaper organizations. 
These secondary data (Chadwick, 2001) were obtained from the sworn officers of the state of 
Iowa Department of Public Safety (DPS). 
Why at-test 
T-test is a statistical operation that is widely used for evaluating the differences in 
means between two groups, assuming that the variation of scores between the groups is not 
reliably different and the distribution of answers is normal (Vogt, 1999; Aron & Aron, 2001). 
A versatile tool, t-test allows analyzing the nature of the two independent variables 
and determining whether the variables are related. This method enables the researcher to 
discover the differences that exist between the two samples and determine how the alteration 
of one variable affects another variable. The same method also offers an alternative analysis 
in order to find the associations between the levels of the variables. The advantage of this 
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method is that it enables the comparison between the two variables of a different sample size, 
even if one of the samples is significantly smaller than the other, which is especially helpful 
in the case of this particular research. 
Correlations 
Correlations are used for determining the association between two or more variables 
or factors. Measured from negative 1 to positive 1, the correlation exposes the strongest 
association between the variables when it approaches one of the extremes of this interval, and 
shows no association when it approaches zero. This operation is relevant to this study as it 
allows the researcher to find associations between the variables using small population 
samples. 
Study Sample 
The Ames Tribune 
The Ames Tribune, currently owned by Omaha World-Herald Company, was 
established in 1919, after the two newspapers published in Ames, The Tribune and The Ames 
Times were consolidated. Entirely produced in Ames, IA, the newspaper covers the news in 
Ames and surrounding communities in central Iowa. It also reflects the life of Iowa State 
University, which is also a located in the town. The newspaper is published with a daily 
circulation of 10,000 copies and is distributed in Ames, Story City, and Boone. Besides 
paper-based distribution, the newspaper also has a homepage in the Internet that is updated 
daily and exists as an extension of the paper-based circulation. 
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The Ames Tribune is led by a group of managers that consists of 14 people. They are: 
publisher, editor, chairman, vice president and controller, vice president of advertising, 
director of circulation, director of production, director of pre-press operations, director of 
information technology, sports editor, city editor, chief photographer, retail advertising 
manager and advertising sales manager. 
The content or news division also has five copy editors, six staff reporters, one 
photographer and one employee in charge of obits and births (Figure 3 .1 ). The figure that 
was constructed on the basis of the actual structure of The Ames Tribune newspaper 
resembles the figure provided in the literature review (Figure 2.3). It, however, demonstrates 
a less differentiated establishment, as opposed to the model of a hypothetical newspaper. 
This factor is influenced by the location, the circulation and the actual size of the newspaper. 
Besides the on-staff members, working in the newspaper on daily basis, The Ames 
Tribune also involves the residents of the area and encourages them to submit their news via 
various channels of communication, such as fax, e-mail, or regular mail. 
The overall number of the tribune staff members is 110 people. Due to various 
reasons, a total of only 74 people took part in the study; thus, 67% of the organization have 
participated in the survey. Out of the total number of responses, 55 questionnaires (50% of 
the entire staff of the organization, and 74% of the total number of respondents) were 

































































































































































































































































































The Iowa Department of Public Safety 
The Iowa Department of Public Safety, which has headquarters in Des Moines, IA, is 
the main state law enforcement entity that carries out its duties throughout the entire state. It 
consists of five major divisions: 1) division of administrative services, 2) division of criminal 
investigation, 3) division of narcotics enforcement, 4) division of state fire marshal, and 5) 
Iowa State Patrol (Figure 3.2). Each division is supervised by a division director, except the 
patrol division, where the "Chief' is top supervisory title. Until 1999, the DPS was operating 
on the traditional paramilitary system of ranks. 
However, by 2000 the ranks in four divisions were replaced by alternative civilian 
titles. The Iowa State Patrol is the only part of the structure that did not change the system of 
ranks. Although the system of ranks was transformed, 65% of the DPS personnel are still 
sworn police officers. Thus, the change in the formal structure of the organization did not 
change the perception of organizational issues by the employees or the communication 
traditions inside the organization (Chadwick, 2002). 
A total of 345 DPS employees have participated in the OTQ survey, conducted by 
Chadwick (2002). However, only 193 (56%) of the total number of responses was used for 
the comparison made between the employees of the DPS and the Tribune. The 193 responses 
used in this study are from the sworn employees of the DPS, as they conform to the system 
of ranks and paramilitary approach to communication, that are maximally different from the 



























































































































































































































































































































































































The Organizational Trust Questionnaire (Chadwick, 1998-2002, Appendix A) 
consists of 47 scale items that measured five areas that influence an individual's decision to 
trust and the overall level of organizational trust: individual's propensity to trust, bosses' 
messages and behaviors, co-workers' messages and behaviors, organizational structure and 
co-workers messages and behaviors outside of work. 
Likert-type scales rank possible attitudes towards the question in order from one to 
seven, where one stands for Strongly Disagree.four is for Neutral or Unsure and seven 
indicates Strongly Agree (Figure 3.3). 
Figure 3.3 Example of scale questions included in Organizational Trust Questionnaire 
Question Strongly Disagree Disagree Neutral or Agree Agree Strongly 
Disagree Somewhat Unsure Somewhat Agree 
My boss follows 
procedures 
1 2 3 4 5 6 
The initial questionnaire has also included four demographic items that ask 
respondents to indicate their gender and age along with the number of years in the law 
enforcement and their rank are the closing part of the questionnaire (Figure 3 .4). 
Figure 3.4 Demographic items of the initial OTQ questionnaire 
Questions 
Age at your last birthday: 
Years in law enforcement: 
Rank when you retired: ___________ _ 
Sex (circle one): Female Male 
7 
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The management of the Tribune also requested a number of demographic questions 
to be included in the survey. These are asked in order to determine the influence of gender 
and age on organizational trust, and to establish the differences in perceptions of trust 
between the various levels of organizational authority for the internal report. Thus, adjusting 
the questions to the surveyed organization, the two demographic questions are replaced with 
the following (Figure 3.5). 
Figure 3.5 Demographic questions modified for the newspaper assessment 
Initial Question Modified Question 
Years in law enforcement: Years in the newspaper: 
Rank when you retired: Status in the organization (circle one): 
Manager/ Non-Manager 
The management of the Tribune also requested inclusion of such demographic items 
as shift and department. It was felt that obtaining this type of data would allow the 
management to receive both an overview of the status of trust in the organization as well as a 
breakdown by department. Hence, any problem sections would be targeted for the problem 
resolution. 
The Intention to Trust Survey (Clark & Payne, 1997, Appendix C) includes 14 items 
that describe an individual's beliefs about management's attitudes and behaviors. The items 
are presented as statements describing an employee's opinions about current and future 
actions of the organizational management. The statements are presented as Likert-type scales 
with a choice between seven possible answers from Strongly Agree to Strongly Disagree, 




This research employs data received from both primary and secondary sources. 
Primary data were collected through administering the questionnaire to the employees of the 
Ames Tribune. Since the survey was conducted by the author of this research in the office of 
The Ames Tribune, no special equipment or facility were required. The Decision to Trust 
Survey and the Organizational Trust Questionnaire were distributed among the staff 
members of the Ames Tribune newspaper in October of 2002. In order to receive the 
maximum possible return of the survey, the questionnaires were distributed during the staff 
meetings of Sales, News-Editorial, Pressroom, Mailroom, Composition, Circulation, IT, 
Account Receivable and Corporate Business departments, and completed by the respondents 
within the same day under a direct supervision of the author. The estimated time period for 
completing the surveys was 20 to 30 minutes. Completed surveys were submitted directly to 
the research supervisor. 
A number of measures were taken to ensure confidentiality to the extent permitted by 
law. The questionnaires did not require any detailed information about the respondents 
except the four demographic questions asked at the end of each survey. The distributed 
questionnaires were numbered from one to one hundred and distributed among the 
respondents randomly. After the questionnaires were completed, the answers were entered 
into a password-protected computer file. 
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RESULTS 
The OTQ was recoded for negatively worded items (See Appendix B). Thus, the 
questions that ranged from Strongly Disagree (1) to Strongly Agree (7), were reversed, so 
Strongly Agree was placed in the beginning of the scale and became one, while Strongly 
Disagree received the value of seven. 
After recoding was completed, 26 new variables were computed. Nine variables were 
created for the factors of the OTQ model: boss, outside, co-worker/character, co- · 
worker/competence, co-worker/openness, culture/initial behavior, culture/character, 
structure/policies and structure/promotions (Table 4.1). 
Table 4.1 Grouping questions by the influential factors 
Factor Questions # Max. Score 
Boss 1, 17,26, 30, 39, 47 42 
Outside 3, 24, 28, 37,46 35 
Co-Worker/ Openness 20,40,45 21 
Co-Worker/ Competence 6, 10, 15,33,34,41,42 49 
Co-Worker/ Character 5, 18, 19,23,36,43 42 
Culture/ Character 2,4, 7,9, 11, 13, 14,25,32,35 70 
Culture/ Initial Behavior 21,27,29 21 
Structure/ Policies 12, 16, 38, 21 
Structure/ Promotions 8,22,31,44 28 
These variables were computed for a further comparison between the DPS and The 
Tribune data. These factors were added together in order to receive an overall score for the 
OTQ. Six separate variables were computed for obtaining the scores for the five facets of the 
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ITS: integrity, openness, loyalty, consistency and competence. An overall score variable was 
also computed by summarizing the facets' scores. 
As the number of questions in the OTQ exceeded the number of the questions in the 
ITS, the data needed to be normalized to allow the comparison to be precise. In order for the 
results to be more accurate, it was decided to compute the scores for the OTQ factors and the 
overall scores of the surveys in percentage. Thus, this formula was used: 
Score Observed 
Xp=-------
Max possible score 
Eleven additional variables were computed. They included two overall percentage score 
variables for the OTQ and the ITS. 
Due to the fact that the OTQ was not previously tested on a civilian organization, the 
ITS, as a previously validated survey, was distributed among the subjects as well. The similar 
nature of the two surveys allowed for comparison between the two instruments, using the ITS 
as a point of reference against which the hypotheses Hl and H2 were tested. 
Hl: The Organizational Trust Questionnaire measures an individual's decision to 
trust. 
H2: The Organizational Trust Questionnaire, created for assessment of organizational 
trust in a law enforcement agency, is appropriate for assessment of trust in a civilian 
organization. 
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In order to test both hypotheses, a series of correlations was performed (Table 4.2). 
Table 4.2 Pearson correlation for the overall percentage scores for the OTQ and the ITS. 
ITS Overall Score OTQ Overall Score 
(Percentage) (Percentage) 








**Correlation is significant at the 0.01 level (2-tailed) 
.705** 
.000 
The test revealed that the Pearson correlation between the two variables is 
.000 
significantly high (r = .705, p < 0.01). The high level of significance of this correlation 
confirms the strong association that exists between the two instruments. The association 
between the ITS and the OTQ shows that the increase of the overall score of one survey 
1 
corresponds with increasing the overall score of the other survey, supporting hypothesis one. 
In order to determine what OTQ factors have the strongest association with the 
individual's intention to trust in a civilian organization, a set of correlations was performed. 
In order to achieve the results, the percentage score OTQ variables were correlated with the 
overall percentage score of the ITS (Table 4.3). 
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OTQ Culture/Character .285 







* Correlation is significant at the 0.05 level (2-tailed). 











According to the results, three OTQ factors - initial behavior, promotions and outside 
factors - do not reveal significant correlations with the ITS overall score. Five OTQ factors -
boss, co-worker character, co-worker openness, co-worker competence, culture-character and 
policies - are highly correlated and significant to the measurements (p < 0.01). One OTQ 
factor - Culture/ Character - showed less significant, yet, still significant correlations (p < 
0.05). 
To test hypothesis H2 and answer research question Rl, the OTQ data collected from 
The Tribune was compared to the data obtained from the DPS. Before combining both 
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datasets, the recoding operation was performed on the DPS data, as well as computing the 
nine OTQ factors from the similar questions (Table 4.2). 
H2: The Organizational Trust Questionnaire, created for assessment of organizational 
trust in a law enforcement agency, is appropriate for assessment of trust in a civilian 
organization. 
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Table 4.4 Paired sam let-test for the OTQ factors for the Tribune and DPS 
Mean S. D. t df Sig. (2-
Differences Differences tailed) 
Pair 1 The Tribune Boss vs. 8.35 5.92 9.76 47 .000** 
DPS Boss 




Pair3 The Tribune Culture/ -1.16 13.22 -.61 47 .544 
Character vs. 
DPS Culture/Character 
Pair4 The Tribune Culture/ 2.20 4.69 3.25 47 .002** 
Initial Behavior vs. 
DPS Culture/ Initial 
Behavior 
Pair 5 The Tribune -2.16 4.77 -3.14 47 .003** 
Structure/Policies vs. 
DPS Structure/ Policies 




Pair7 The Tribune Outside vs. -1.35 8.24 -1.13 47 .261 
DPS Outside 
Pair8 The Tribune Openness vs. .062 3.49 .12 47 .902 
DPS Openness 
Pair9 The Tribune Competence -2.18 9.25 -1.63 47 .108 
vs. DPS Competence 
Pair 10 The Tribune Overall 9.41 27.92 2.33 47 .024** 
Score 
DPS Overall Score 
** Correlation is significant at the 0.01 level (2-tailed). 
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The results of the paired sample t-tests partially supported hypothesis H2, although 
the overall survey scores showed the presence of significant difference in the factor 
perception in the organizations (p < 0.05). Such factors as co-worker character, culture 
character, outside factors, co-worker openness and co-worker competence showed no 
significant differences across the two organizations. Perception of such factors as boss, 
culture/ initial behavior, structure/ policies and structure/ promotions demonstrated highly 
significant dissimilarity between the civilian and the paramilitary organization (p < 0.01). 
RQl: When given to a non-LEO, does the OTQ produce the same factor structure as 
when given to an LEO? 
As only 55 of 74 questionnaires were used in the data analysis, it was impossible to 
perform a factor analysis and to determine the influential factors for the Tribune. Thus, it 
was decided to compare the factor scores between the two organizations. Such a comparison 
reveals significant differences and similarities in perceptions of these factors in the 
organizations. In order to complete the comparison, a number of paired t-tests was performed 
on the Tribune and DPS OTQ factors (Table 4.4). 
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DISCUSSION 
The results of the study supported the first hypothesis, Hl, and partially supported the 
second hypothesis, H2. It was not possible to answer the research question Rl using the data, 
as the final sample size was not sufficient for performing a detailed analysis. 
The comparison between the OTQ and the ITS completed through the correlations 
revealed that although the association between the two instruments is high, they do not have 
an absolute correlation (r = 1.0) that would confirm the fact that the instruments measure the 
exact same construct. The absence of an absolute correlation confirms the presence of the 
differences between the instruments, and such a result is expected for two major reasons. 
First, the difference between the two instruments may be caused by the initial 
objectives of the surveys. The Intention to Trust Survey was originally intended for 
measuring individuals' decision to trust upward in the organization, and determining the 
level of employees' trust toward the management. The OTQ was primarily aimed at 
surveying the trust in both upward and horizontal communication streams. Studying trust in 
both directions allows for creating an objective overview of the status of organizational trust 
and determining the most influential factors that affect individuals' intention to trust in a 
particular organization (Chadwick, 2002). 
The second cause that did not allow the two instruments to be perfectly correlated is 
the difference in the factors employed by the models behind the questionnaires. The nine 
facets of the ITS that influence personal intention to trust - beliefs, feelings, intentions to act, 
integrity, competence, consistency/ fairness, loyalty, openness, respect shown (Table 2.3) -
are the outcomes of an individual's interpretation that is based on particular individual's 
personality traits and upbringing. The OTQ measures trust through a combination of factors 
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that not only resemble individuals' nature, but also include external factors, influence of 
organizational structure and peer- and superior's behaviors. Therefore, despite the similar 
direction of the development of the instruments, there are no items between the two 
questionnaires that would be an exact match to each other. 
As the OTQ includes a broader variety of factors in its initial model, it provides more 
detailed information about the organization of study. Due to the insufficient sample size, it 
was not possible to conduct the factor analysis and determine whether the factors that 
influence trust in a civilian and in a paramilitary organization are similar. It, however, was 
possible to carry out the comparison across the nine factors of the newspaper and the police 
datasets. This comparison showed that the employees and management of both types of 
organization similarly perceive five factors out of nine - co-worker character, co-worker 
openness, co-worker competence, and actions outside of the organization and organizational 
culture/ character. Other factors exposed significant statistical differences (p < 0.01). They 
indicated bosses' actions and behaviors, initial behavior adjusted in regard to the 
organizational culture, and both structural factors - policies and promotions. The comparison 
made between the overall OTQ scores for the Tribune and the DPS also demonstrated the 
presence of significant differences (p < 0.05). 
The difference in perceptions of the influential factors by the members of both 
organizations is conditioned by the nature of the compared factors. The factors that showed 
the resemblance across the organizations are related to the individuals' personality traits and 
to the individuals' life outside of the organization. As these factors relate to the relationships 
between people based on their personalities and personal lives, they do not reflect the 
organizational specifics that characterize the civilian or paramilitary organizations and 
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distinguish between them. The factors perceived differently by the members of both 
organizations were focused solely on the organizational issues that, as opposed to the factors 
resembling similarities, are not universal and are influenced by the objectives, structure and 
the policies of the organizational entity. 
Due to the fact that it was impossible to determine the factors that influence an 
individual's intention to trust in a civilian setting, it is also not possible to declare that the 
OTQ is appropriate for use in non-paramilitary structures. Yet, its strong association with the 
Intention to Trust Survey, as well as the fact that there are no significant differences between 
some of the factors across the two organizations, give strong support that the OTQ does what 
it was designed to do: measure the extent to which organizational members intend to trust 
other organizational members. 
Limitations of the study 
The main constraint that this research has encountered is the sample size. Due to the 
fact that the study was conducted in a single organization, even with the 70% response rate, it 
was only possible to obtain the total of 55 fully completed questionnaires. The small size of 
the population sample led to the two undesirable outcomes. 
First, although the factor analysis would be the most preferable methodology of the 
data analysis for this study, the sample size of 55 fully completed surveys was not sufficient 
for the application of this method. Thus, it was necessary to apply different statistical 
operations, such as correlations and t-tests. The results do not confirm nor deny the 
hypothesized factor structure identified by the OTQ. Therefore, the results of the study are 
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broad and give only general information about the reliability of the OTQ as the tested 
instrument, and its applicability to civilian settings in further research. 
Second, the sample size of 55 was not sufficient for making an inference about the 
general population. Thus, this study did not allow for determining whether the results of the 
study are applicable to the other organizational entities, or whether they are solely influenced 
by the particular situation existing in the Ames Tribune. 
Another limitation of the study is the fact that the questionnaires were distributed 
among the staff members of the Tribune within the two years after the change of the top 
management in the company. According to the research (Salem, 1997; Weick & Quinn, 
1999), the times of organizational change are the most stressful for the employees. These 
periods are usually connected with either an increase of morale and positive hopes for the 
future of the organization, or else, a severe decrease of morale and productivity. As it was 
impossible to survey the organization before it experienced the change in management, it is 
not possible to determine now whether that organizational change affected the results of the 
study. 
Time constraints, as well as the nature of the instrument, have limited the study to the 
distribution of the questionnaires and data analysis. Interviews with the staff members and 
observations of employees' behavior during staff meetings would have helped provide a 
triangulated perception of an organization. It would also be helpful for providing fully 
customized, in-depth analysis of a current situation in the Tribune and revealing the reasons 
behind employees' attitudes towards the issues of trust in the organization. 
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Further research 
The next step in the OTQ validation and research should include an application of the 
OTQ to studying multiple civilian organizations of different nature, such as media entities, 
financial companies, hospitals and stores. Such studies will help obtain a large number of 
responses, from a variety of civilian organizations. A large sample size would permit the 
execution of a factor analysis needed to answer research question Rl and validate the number 
of factors that influence trust in a civilian organization. Detailed responses to this question 
are necessary for the understanding of the applicability range of the instrument. The findings 
of this study would permit for further comparison of the factors that were received during the 
analysis of trust in the LEO. 
It is important that along with the distribution among the variety of civilian 
organizations, the OTQ should be distributed in military organizations, such as army 
divisions, military academies and local recruiters' stations. This step in the research would 
permit researchers to complete the comparison of individuals' intentions to trust under 
conditions of different types of organizations. 
Upon completing the validation of the instrument and the establishment of the 
influential factors across civilian, paramilitary and military organizations it would be useful 
to expand the study with the analysis of organizations that employ various organizational 
models, from traditional organizations with defined hierarchies, to modem organizations 
(e.g., network and matrix). Knowing how different organizational structures influence 
individuals' intentions to trust would allow the researchers to develop general patterns that 
would indicate common weaknesses and strongholds of those structures. Development of 
such patterns will be of tremendous help to organizations in resolving their internal problems. 
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Another important direction for future studies is the assessment of trust issues and the 
importance of trust in other media establishments, besides newspapers. They should include 
radio, TV and the Internet publishing organizations, as well. A severe lack of research related 
to the issues of trust among journalists within the news-editorial departments and between 
journalists and the management of media units was encountered during the preliminary stage 
of this study. For example, the editor and the senior vice president of the Star Tribune in 
Minneapolis Tim McGuire said: "We're a far more flexible organization than we were. I 
think that's essential for the challenges we face. Having the ability to change, having the 
ability to work across the departments, is essential in today's environment" (2002, p. 71). 
These words are related to the fact that many media organizations worldwide tend to adjust 
to the modem forms of organization that are shaped by the development in global technology 
and economy (Lahenius, Immonen & Jarvenpaa, 2001). As trust is the most crucial element 
for proper functioning of these organizational forms (Sheppard & Tuchinsky, 1996; Kramer, 
1999) it is especially important to know the variety of issues that occur in regard to this 
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